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Be it enacted by the Legislature of the State of Arizona:
Section 1. Title 44, Arizona Revised Statutes, is amended by adding
chapter 35, to read:
CHAPTER 35
AIRLINE CUSTOMER ADVOCATE
ARTICLE 1. GENERAL PROVISIONS

44-7801. Airline customer advocate; customer rights; civil

penalty; definitions

A. CITIES, AND AIRPORT AUTHORITIES IN CITIES, WITH A POPULATION OF
MORE THAN FOUR HUNDRED THOUSAND PERSONS MAY ESTABLISH AN OFFICE OF AIRLINE
CUSTOMER ADVOCATE TO RESOLVE MATTERS REGARDING CUSTOMER COMPLAINTS AND THE
CUSTOMER BILL OF RIGHTS.

B. THE ADVOCATE SHALL:

1. REQUIRE CARRIERS TO PROVIDE CLEAR AND CONSPICUOUS NOTICES AND SIGNS
AT ALL SERVICE DESKS AND OTHER APPROPRIATE AREAS REGARDING CUSTOMER COMPLAINT
CONTACT INFORMATION INCLUDING:

(a) THE TELEPHONE NUMBER AND MAILING ADDRESS OF THE OFFICE OF AIRLINE
CUSTOMER ADVOCATE AND THE OFFICE OF AVIATION ENFORCEMENT AND PROCEEDINGS OF
THE UNITED STATES DEPARTMENT OF TRANSPORTATION.

(b) AN EXPLANATION OF THE CUSTOMER BILL OF RIGHTS.

(c) BASIC INFORMATION REGARDING THE OFFICE OF AIRLINE CUSTOMER
ADVOCATE.

2. IDENTIFY ISSUES AND PROBLEMS THAT CUSTOMERS HAVE WITH CARRIERS.

3. ASSIST CUSTOMERS IN RESOLVING PROBLEMS WITH CARRIERS.

4. PROPOSE SOLUTIONS, INCLUDING ADMINISTRATIVE CHANGES, TO PROBLEMS
WITH THE PROCEDURES AND PRACTICES OF CARRIERS AND AIRPORTS.

5. PROMOTE AND PRESERVE THE RIGHTS OF CUSTOMERS.

6. PROMOTE OPEN AND DIRECT COMMUNICATIONS AMONG CUSTOMERS, CARRIERS,
AIRPORTS AND THE ADVOCATE.

7. INITIATE, INVESTIGATE, ATTEMPT TO RESOLVE AND, IF NECESSARY, REFER
TO THE CITY OR AUTHORITY ATTORNEY ANY MATTERS OR COMPLAINTS RECEIVED PURSUANT
TO THIS SECTION.

C. CUSTOMER COMPLAINTS SHALL BE FILED WITH THE ADVOCATE. THE ADVOCATE
MAY CONDUCT AN INVESTIGATION AND MAY REQUEST IN WRITING THE PRODUCTION OF
DOCUMENTS AND RECORDS REGARDING THE INVESTIGATION. IF THE DOCUMENTS OR
RECORDS ARE NOT PRODUCED WITHIN THIRTY DAYS, THE ADVOCATE MAY ISSUE AND SERVE
SUBPOENAS TO COMPEL THE PRODUCTION OF DOCUMENTS AND RECORDS. IF ANY PERSON
DOES NOT COMPLY WITH THE SUBPOENA, THE ADVOCATE MAY PETITION A COURT TO
ENFORCE THE SUBPOENA WITH SANCTIONS AS DETERMINED BY THE COURT.

D. AFTER COMPLETION OF THE INVESTIGATION, THE ADVOCATE SHALL EITHER
DISMISS THE COMPLAINT OR DETERMINE THAT A CUSTOMER COMPLAINT IS VALID OR THAT
A VIOLATION THE CUSTOMER BILL OF RIGHTS HAS OCCURRED AND, IF SO, SHALL
ATTEMPT TO RESOLVE THE ISSUE BY SETTLEMENT, WHICH MAY INCLUDE A MONETARY
SETTLEMENT TO COVER THE ORDINARY COSTS AND EXPENSES INCURRED BY THE ADVOCATE.




O NOYOT B~ WN

HB 2149

IF A SETTLEMENT IS NOT ACHIEVED, THE ISSUE SHALL BE REFERRED TO THE CITY OR
AUTHORITY ATTORNEY.

E. ALL DOCUMENTS, RECORDS AND RECORDINGS OR OTHER MATERIAL OBTAINED BY
THE ADVOCATE, ATTORNEYS AND THE COURT SHALL BE CONFIDENTIAL EXCEPT FOR THEIR
USE IN THE PROCEEDINGS.

F. A VIOLATION OF THIS SECTION BY A CARRIER IS SUBJECT TO A CIVIL
PENALTY DETERMINED BY THE COURT OF UP TO ONE THOUSAND DOLLARS FOR EACH
CUSTOMER AND REASONABLE ATTORNEY FEES, ADVOCATE COSTS AND COURT COSTS.

G. IF A CITY OR AIRPORT AUTHORITY ESTABLISHES AN OFFICE OF AIRLINE
CUSTOMER ADVOCATE PURSUANT TO THIS CHAPTER, THE CITY OR AUTHORITY SHALL
SUBMIT AN ANNUAL REPORT TO THE GOVERNOR, THE SPEAKER OF THE HOUSE OF
REPRESENTATIVES AND THE PRESIDENT OF THE SENATE AND PROVIDE A COPY OF THIS
REPORT TO THE SECRETARY OF STATE AND THE DIRECTOR OF THE ARIZONA STATE
LIBRARY, ARCHIVES AND PUBLIC RECORDS. THE REPORT SHALL INCLUDE:

1. A SUMMARY OF THE ACTIVITIES OF THE ADVOCATE, INCLUDING A
SUBSTANTIVE ANALYSIS AND STATISTICAL INFORMATION.

2. THE INITIATIVES THE ADVOCATE HAS TAKEN TO IMPROVE AIRLINE AND
AIRPORT SERVICES.

3. THE MOST SERIOUS PROBLEMS ENCOUNTERED BY CUSTOMERS WITH A
DESCRIPTION AND NATURE OF THE PROBLEMS.

4. A LIST OF ACTIONS TAKEN AND THE RESULTS OF THE ACTIONS, INCLUDING
THE ISSUES FOR WHICH NO ACTION WAS TAKEN.

5. RECOMMENDATIONS FOR LEGISLATION TO RESOLVE PROBLEMS ENCOUNTERED BY
CUSTOMERS.

H. THIS CHAPTER DOES NOT REQUIRE ANY CARRIER OR OTHER ENTITY TO TAKE
ANY ACTION IN CONTRAVENTION OF ANY WRITTEN DIRECTIVE OF THE FEDERAL AVIATION
ADMINISTRATION OR OTHER FEDERAL AGENCY.

I. FOR THE PURPOSES OF THIS SECTION:

1. "ADVOCATE™ MEANS AN AIRLINE CUSTOMER ADVOCATE APPOINTED PURSUANT TO
THIS CHAPTER.

2. "CARRIER"™ MEANS ANY BUSINESS THAT IS REGULATED BY THE FEDERAL
AVIATION ADMINISTRATION AND THAT CONDUCTS SCHEDULED PASSENGER AIR
TRANSPORTATION.

3. "CUSTOMER BILL OF RIGHTS™ MEANS THE FOLLOWING CARRIER CUSTOMER
SERVICES WHENEVER CUSTOMERS HAVE BOARDED AN AIRCRAFT AND ARE DELAYED FOR MORE
THAN THREE HOURS BEFORE TAKEOFF:

(a) ELECTRIC GENERATION SERVICE FOR FRESH AIR AND LIGHTS.

(b) WASTE REMOVAL SERVICE FOR THE HOLDING TANKS FOR ONBOARD RESTROOMS.

(c) ADEQUATE FOOD, DRINKING WATER AND OTHER REFRESHMENTS.
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